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ABSTRACT
TO INVESTIGATE THE RELATIONSHIP BETWEEN WORK-FAMILY CONFLICT 
AND JOB SATISFACTION AMONG FRONT-LINE EMPLOYEES IN BANKING 
INDUSTRY IN KUCHING
Lee Yee Jing
This study aimed to investigate the relationship between work-family conflict and job 
satisfaction among front-line employees in banking industry in Kuching. The survey research 
method was used and 160 sets of questionnaires had been distributed to a sample of front-line 
employees at eight branches of banks in Kuching. However, there were only 113 sets of 
questionnaires were collected. The data was then analyzed by using Statistical Package for 
Social Sciences (SPSS) version 22.0. From the reliability and validity analysis, it was 
indicated that the instrument of this research was reliable and valid. Statistical analyses such 
as Pearson Correlation Coefficient and Multiple Regression Analysis were used. Analysis 
from Pearson Correlation Coefficient had shown that there was a significant relationship 
between work-family conflict such as time-based conflict, strain-based conflict and behavior- 
based conflict and job satisfaction. Besides that, Multiple Regression Analysis indicated that 
behavior-based conflict was the dominant factor that influenced more on job satisfaction. The 
findings implied that human resources practitioners can identify the importance of 
understanding work-family conflict that affects employees' job satisfaction. Furthermore, 
future researchers were recommended to conduct similar study based on the other work- 
family conflict that affects employees' job satisfaction.
X
ABSTRAK
UNTUK MENYIASAT PERHUBUNGAN ANTARA KONFLIK KERJA-KEL UARGA DAN 
KEPUASAN KERJA ANTARA PEKERJA-PEKERJA BARISAN HADAPAN DALAM 
IND USTRI PERBANKAN DI KUCHING
Lee Yee Jing
Kajian ini bertujuan untuk menyiasatperhubungan antara konflik kerja-keluarga dan 
kepuasan kerja antara pekerja pekerja barisan hadapan dalam industri perbankan di 
Kuching. Kaedah kajian yang digunakan adalah berbentuk survei dan 160 set soal selidik 
telah diedarkan kepada sampel pekerja pekerja barisan hadapan di lapan cawangan bank di 
Kuching. Tetapi, hanya 113 set soal selidik telah dikumpulkan. Data yang diperolehi 
dianalisis dengan menggunakan perisian Statistical Package for the Social Science (SPSS) 
versi 22.0. Dari analisis kebolehpercayaan dan kesahan, ia telah menunjukkan bahawa 
instrument penyelidikan adalah sah dan boleh dipercayai. Analisis statistik seperti Pekali 
Korelasi Pearson dan Analisis Regresi telah digunakan. Analisis dari Pekali Korelasi 
Pearson telah menunjukkan bahawa terdapatperhubungan yang signifikan antara konflik
kerja-keluarga seperti konflik berasaskan masa, konflik berasaskan beban dan konflik 
berasaskan kelakuan dan kepuasan kerja. Selain itu, analisis regresi telah menunjukkan 
bahawa konflik berasaskan kelakuan adalah faktor dominan yang paling mempengaruhi 
kepuasan kerja. Keputusan menunjukkan bahawa para pengamal sumber manusia perlu 
mengenal pasti kepentingan memahami konflik kerja-keluarga yang mempengaruhi kepuasan 
kerja antara pekerja-pekerja. Di samping itu, penyelidik masa depan dicadangkan 
menjalankan penyelidikan yang sama berdasarkan faktor konflik kerja-keluarga lain yang 




This study is conducted to investigate the relationship between work-family conflict 
and job satisfaction among front-line employees in banking industry in Kuching. In this 
chapter, background of study, problem statement, objectives of study, research hypothesis, 
significance of study, limitations of study and definition of terms were discussed.
1.1 Background of Study
In today world with demanding work environment, people were required to work and 
adapt themselves in a fast-paced lifestyle fulfilled with emerging infrastructure, followed by 
highly qualified workforce and emerging economy. As such, most of the companies were 
forced to bring about sweeping changes in order to grow and survive. This environment 
shows new challenges and demands for everyone, from the management and employer to the 
entry-level employee.
Individuals' responsibilities between work and family have increased due to 
demographic and organizational change, includes increment of working women, alteration of 
family culture, overtime culture and installation of new technologies (Mwangi, Boinett, 
Tumwet, & Bowen, 2017). According to Halim, Aziz, and Samsudin (2016), Malaysia 
generally witnessed an increasing rate in the female labor force participation. However, the 
increasing number of employed women often lead them to conflicts between taking care of 
children and fulfil job requirements. The increasing demand from job requires employees to 
committed more on their job, making most of their time devoted to work as they weighed 
their job more important as compared to their personal life. From this, there were many
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employees suffered from long working hours and intense workload which give a great impact
to insufficient amount of time spending with their family.
According to Razak, Yusof, Azidin, Latif, and Ismail (2014), employers are 
responsible to implement policies that would reduce the employees' work load by not 
affecting organization's productivity to implement healthy work-life balance. Job seekers 
have recently been considering work-life balance as an important requirement regarding their 
job security. In Malaysia, work-life balance is believed as the main reason 40 percent of 
Malaysians choose to stay at their current workplace which wages do not determine 
employees' loyalty with the organization (Fiona, 2017). Work-life balance has continued to 
gain attention among employees to become of the most important attractiveness factors in 
Singapore, Hong Kong and Malaysia (The Edge Financial Daily, 2017).
Work and family play important function in our lives. According to survey done by 
Jobstreet. com, there is about 63 percent of Malaysian employees who have been assigned 
with work do not spend enough time with their family (The Malaysian Times, 2013). 
Malaysians are reported not spending enough time with their own family or having leisure 
time to rest due to long working hours. Employees who often devoted more time to work will 
likely experience work-family conflict, which they do not have sufficient time available for 
home and family. Adkins and Premeaux (2012) mentioned that many researchers state that 
the increased working hours individual devoted to will increase work-family conflict.
The issues regarding conflicts rose between work and family had continuously 
receiving increased attention in research (Mugunthan, 2013). Conflicts rose from work and 
family role is considered as an exemplar of inter role conflict when requirements from work 
responsibilities are not the same with requirements from family responsibilities. This type of 
conflict occurs when individual experiences opposing pressure due to their participation in
2
both work and family role (Greenhaus & Beutell, 1985). Nowadays, the combination of work 
and family responsibilities has become an issue for both employed or self-employed 
employees (Annink, Den Dulk, & Steijn, 2016). Moreover, work-family conflict happens 
when individual fails to conjure the necessities between both work and family roles 
effectively. Conflict is one of the elements of work-nonwork interface that individual 
experiences between both work and family roles (Greenhaus & Beutell, 1985).
In addition, researches on the relationship between work and family is important as a 
reference for both managers and organizational researchers which influences employees' 
work-related attitudes and behaviors, such as job satisfaction, job involvement and 
organizational commitment (Mugunthan, 2013). Moreover, there are more complaints from 
employees regarding the difficulty to manage their time at work which will clash with their 
personal time with family. According to Lin, Chen, and Sun (2015), employees may feel 
dissatisfied with their work as they are unable to fulfil their familial demands due to aspects 
of their work factor. Imbalance work-family may increase stress levels as well as affecting 
employees' quality of life (Kofodimos as cited in Ramos, Francis, & Philipp, 2015).
Banking industry will remain challenging in the year of 2019 which has been rising 
fast among other industries in Malaysia. According to Rahman, Gupta, and Moudud-Ul-Huq 
(2012), banks as the financial institutions serve as the backbone of the nation's economy 
which impacts directly on the development of country. Other than local banks, foreign banks 
are being competitive among the banking companies in Malaysia (Hasan, Chan, & Bidin, 
2018). Malaysia banks are continuously developing as well as upgrading their facilities, 
financial packages, customers' services and non-strop hiring qualified employees in order to 
attracts more deposit and loan customers. Moreover, work-family conflict issues could be 
found in banking industry while they are competing with other industries due to excessive
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workload, long working hour, performance tension and job insecurity due to financial
instability (Irmis, 2016).
According to Ahmed, Muddasar, and Perviaz (2012), employees from banking 
industry are not only trying to deliver qualified service but also maintaining high expectation 
from customers. Thus, it shows that employees are definitely bank's important property in 
organizing documents, attracting customers and representing bank's image. Their experiences 
by knowing all the financial packages, products as well as background is important as they 
are the front-line who will be dealing with customers' problems and shows the good first 
impression of respective bank.
Malaysia Banking sector has been licensed under banking and financial institutions 
Act 1989 (BAFIA) and supervised by Bank Negara Malaysia (BNM). As in 2019, there are 
26 commercial banks, which includes 18 fully foreign-owned banking institutions and 8 local 
commercial banks. From this, there are in total of 14 commercial banks which are located in 
Kuching. Table 1 below shows the list of commercial banks in Malaysia in the year of 2019.
Table 1
List of Commercial Banks in Malaysia
No Name
1 Affin Bank Berhad 
2 Alliance Bank Malaysia Berhad 
3 AmBank (M) Berhad 
4 BNP Paribas Malaysia Berhad 
5 Bangkok Bank Berhad 
6 Bank of America Malaysia Berhad 
7 Bank of China (Malaysia) Berhad 
8 CIMB Bank Berhad 














11 Deutsche Bank (Malaysia) Berhad F 
12 HSBC Bank Malaysia Berhad F 
13 Hone Leona Bank Berhad L 
14 India International Bank (Malaysia) Berhad F 
15 Industrial and Commercial Bank of China (Malaysia) Berhad F 
16 J. P. Morgan Chase Bank Berhad F 
17 MUFG Bank (Malaysia) Berhad F 
18 Malayan Banking Berhad L 
19 Mizuho Bank (Malaysia) Berhad F 
20 OCBC Bank (Malaysia) Berhad F 
21 Public Bank Berhad L 
22 RHB Bank Berhad L 
23 Standard Chartered Bank Malaysia Berhad F 
24 Sumitomo Mitsui Banking Corporation Malaysia Berhad F 
25 The Bank of Nova Scotia Berhad F 
26 United Overseas Bank (Malaysia) Bhd. F
Note. - F is foreign-owned banking institutions 
- L is local commercial banks. 
*Bold and underlined is the commercial banks in Kuching
Source: From Bank Negara Malaysia. (2019). List of licensed financial institutions in 
Malaysia. Retrieved from http: //www. bnm. gov. my/index. php? ch=li&cat=islamic& 
type=IB&fund=0&cu=1
Therefore, this study aims to study how variables of work-family conflict affect 
employees' job satisfaction. Therefore, it is hoped that this research can provide a better 
understanding about employees' needs and expectations and provide more opportunities for 
work-family balance and reduce conflicts between roles in both domains.
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1.2 Problem Statement
In recent years, banking industry has the nature of work which is demanding and 
occupied with excessive workload. The hierarchical structure and regulated structure in 
banking industry requires employees to work overtime to complete their tasks. As such, this 
issue has grabbed the interest of researches in order to determine how work-family conflict 
affects employees' job satisfaction in banking industry in Kuching.
There were numerous researchers conducted to study on the subject of work-family 
conflicts. Previous studies were mostly conducted in other countries to study the relationship 
on work-family conflict and job satisfaction (Zulfiqar, Khan, Afaq, & Khan, 2013; Zhou & 
He, 2014; Armstrong, Atkin-Plunk, & Wells, 2015; Anafarta, 2011; Calvo-Salguero, 
Carrasco-Gonzalez, & De Lecea, 2010) but there are limited studies in the context of 
Malaysia. Therefore, there is a research gap on this regard which researchers hope to fill the 
existing gap by doing this research. Thus, there are some researches who were interested in 
identifying the relationship between work-family conflict and job satisfaction in Malaysia 
context.
Furthermore, studies that seek to investigate the relationship between work-family 
conflict and job satisfaction are still lacking as research from both angles has generally 
developed separately of one another. Despite existence of numerous studies identifying the 
relationship between work-family conflict and job performance (Ahmad, 2008; Mete, Ünal, 
& Bilen, 2014; Goodarzi, & Hatami, 2015; Karatepe, 2013; Warokka & Febrilia, 2015) or 
well-being (Winefield, Boyd, & Winefield, 2014; Kinnunen, Vermulst, Gerris, & 
Makikangas, 2003; Kalliath, Kalliath, Chan, & Thachil, 2013) but there are limited studies 
that specifically examine job satisfaction in all three types of work-family conflict (time- 
based, strain-based and behavior-based). This shows that there are still limited studies that
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investigate the relationship between work-family conflict and job satisfaction based on three
types of conflict.
Moreover, there are also studies conducted mainly based in banking sectors in other 
countries (Ahmed, Muddasar, & Perviaz, 2012; Weerasinghe & Batagoda, 2015; Adhikary, 
2018; Acharya & Padmavathy, 2018) but limited studies conducted mainly focus on 
employees' work-family conflict and job satisfaction in banking industry in Malaysia, 
specifically in Kuching. It is important to investigate the conflicts arising from work and 
family domains in the context of Malaysia in order for employees to gain better 
understanding on work-family conflict issues rose in their workplace.
In the world full of difficulties, work-life balance has become one of the important 
requirements in the workplace for both male and female, all professionals working across all 
levels as well as industries around the world due to the increment of workloads, globalization 
and scientifically improvements (Yadav & Rani, 2015). According to Focus Malaysia (2018), 
approximately 90 percent of employees want to decide themselves on where, when and how 
they perform their job. As such, there are same percentage of respondents choose flexibility 
which can increase work productivity and improve job satisfaction.
Therefore, the findings of this study will help fill the gap in this research literature by 
providing more theoretical evidence, which focus on the impact of work-family conflict on 
employees' job satisfaction.
7
1.3 Objectives of Study
1.3.1 General Objective
The main objective of this study is to investigate the relationship between work- 







To examine if there is any significant relationship between time-based conflict and
job satisfaction.
To examine is there is any significant relationship between strain-based conflict and
job satisfaction.
To examine if there is any significant relationship between behavior-based conflict
and job satisfaction.
To identify if there is a dominant factor in work-family conflict and job satisfaction.
1.4 Conceptual Framework
The conceptual framework is based on work-family conflict that affects job 
satisfaction among employees (refer to Figure 1). The independent variables were time-based 
conflict, strain-based conflict and behavior-based conflict. On the other hand, the dependent 
variable is employees' job satisfaction.
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Independent Variable Dependent Variable
Work-Family Conflict 
- Time-based conflict 
- Strain-based conflict 
- Behavior-based conflict
Job Satisfaction
Figure 1. Conceptual Framework of Work-Family Conflict Influencing Employees' Job 
Satisfaction
1.5 Research Hypothesis
The hypothesis for this research is stated in the form of alternative hypotheses. Below 
are the alternative hypotheses of this research:
H, l: There is a significant relationship between time-based conflict and job satisfaction. 
Ha2: There is a significant relationship between strain-based contlict and job satisfaction. 
Ha3: There is a significant relationship between behavior-based conflict and job satisfaction. 
Ha4: There is a dominant factor in work-family conflict and job satisfaction.
1.6 Significance of Study 
The future findings of this study may conduce to these following parties: 
1.6.1 Practitioners 
Organization plays an important role in ensuring their employees perform their work 
and responsibilities well by achieving work-family balance. The reason behind this study is to
9
investigate whether the variables or factors related to work-family conflict can be considered 
as important factor that contributed to employees' overall job satisfaction. The final results of 
this study may help organization to identify the key information of necessary steps in 
formulating a better and valid strategies for employees to achieve work-family balance which 
automatically aids in attracting a pool of talent and capable employees. Furthermore, it is 
important for organization to engage their employees at all level in achieving work-family 
balance that lead to extensive job satisfaction that aids in both personal and organization 
performance as well as sustainable competitive advantage.
Employees are considered as one of the important capitals that organization needed to 
have some benefited activities within the organization and functioning it well. It is important 
to have activities that help to enhance an individual's work-related knowledge, skills, abilities 
and other characteristics in order to improve organization's overall performance which lead 
to job satisfaction. Despite of, some employees may not understand the strategies in 
balancing their work and family role that are suitable for their needs and resources. 
Therefore, future findings of this study can conduce to the employees that it provides an 
adequate information and strategies to balance their work and family life that can help to 
increase their standard of living, status in society, motivation, loyalty and job satisfaction in 
their workplace. Besides, from this study, employees will acknowledge job satisfaction will 
enhance job performance which provides an advantage in develop oneself with experiences 
and talents to work with others effectively and efficiently.
1.6.2 Methodology
Through the study of work-family conflict that affects employees' job satisfaction, 
researchers can further investigate by considering of other independent variables or factors 
that may affects employees' job satisfaction. Moreover, this study is important as it might
10
